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Executive Summary
The report has conducted a critical reflective analysis of the placement experience of a student within guest service operations in the form of front-office roles and responsibilities. There is also an analysis of the need for developing existing skill sets while enhancing the significance of technical knowledge along with work-based learning practices. The report has further analysed the need for personal development based on the experience of the student within the front office as a guest service operator. With the help of Kolb’s Reflective Model, there is an analysis of the experience of a student, both positive and negative performances.
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Marriott is headquartered in the United States and was established in 1927 by Laura Aguirre within the hotel industry (Crunchbase, 2024). Following this, the portfolio will focus on the guest service operations of the organisation and reflect its front-office operations through the placement of a student. Marriot is a hospitality service provider offering accommodation, timeshare vacations, hotel packages, flight tours, car rental services and hotel reservations (Global Data, 2024).
Objectives of the portfolio –
· To analyse the impact of vocational and personal development
· To critically analyse technical knowledge and work-based skills
· To develop an action plan for future growth and improvement
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Kolb’s Learning Cycle revolves around concrete experience, reflective observation, abstract conceptualisation and active experimentation (Chiu, 2019). Each divided section in this portfolio will apply each stage of the cycle and focus on reflections and development regarding placement in an organisation as large as Cardiff Marriott, through front-office interactions and communications.
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Concrete Experience
Hospitality is considered not merely transactional but transformational with a spectrum of feelings capable of eliciting support, joy and hope creating emotional connections between customers and brands (Cangi, 2023). In my experience of shadowing the front-office position at Marriott, I believe that I have been able to enhance my customer service skills within the hotel. Customer service is identified as the assistance and support given to customers before, during and after their purchase of products or services (Iwuozor and Aditham, 2023). This experience has thereby contributed to my understanding of technical knowledge and work-based skills that are essential in terms of meeting and managing guest service expectations. On the other hand, the technical skills that I have come across at Marriott are the need for digitalisation. 
Moreover, the embarkment of technologies that have been evolving rapidly is essential in this era of online bookings and payments. This ensured that technical skills or being tech-savvy within the guest service department or front desk are extremely essential. Each experience and my academic journey have made me learn the need for interacting as a leader while managing front-office tasks have enabled me to emerge as a task-oriented individual which has been beneficial for Marriott in the long run. For personal skills, I improved my managerial abilities while understanding the contribution of guest service. My vocational skills have allowed me to develop my confidence and my experience within Marriott ensured that I can communicate well, although earlier, I lacked this personal skill.
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Reflective Observation
Customer service skills have made me realise the importance of being polite at the front desk since customers are expected to be greeted with diligence and welcoming gestures. For example, there have been customers coming with the issue of not understanding the transactions through online mediums and I had to shed light on their doubts. In the words of Murtazin, Shvets and Piho (2020), work-based is a learning and teaching approach requiring students to go through practical training. In terms of ensuring effective work-based learning practices, employers are also responsible for teaching students while evaluating their capabilities. However, the lack of responsibility on the part of employers may lead to students lacking knowledge in the wider field while not being able to maintain their growth. 
On the other hand, Dolce et al. (2020) believe that technical skills are hard skill sets playing a leading role in business operations, however, not sufficient to effectively address challenges within the labour market. The absence of tech-savvy individuals may adversely impact guest service operations, especially at the front desk, since online reservations and payments are currently a major source of income for hotels such as Marriott. Moreover, work-based skills such as communication and conflict resolution skills are the ones that I have been able to enhance while my analytical skills and emotional intelligence require attention. For technical abilities, for example, I have made a customer understand the process of transaction and booking, although I lost my calm because the customer was rude.
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Abstract Conceptualisation
In terms of my overall experience as a front-desk manager at Cardiff Marriott, I believe that it has been more on a positive scale within my workplace. I have been developing my communication skills, conflict-resolution abilities and confidence while time management, analytical skills and emotional intelligence require immediate attention, especially emotional intelligence. Emotional Intelligence or EI is identified as the ability of individuals to understand, manage and recognise their own emotions as well as the emotions of other individuals or groups (Papoutsi, Drigas and Skianis, 2019). Based on an organisational perspective, EI can contribute to fields that make up a workplace environment such as satisfaction, productivity, teamwork, conflict management styles, turnover intentions, leadership effectiveness and commitment. However, my lack of emotional intelligence has led me to engage in a conflict with a guest at Marriott, requiring intervention from higher authorities to protect the department’s performance which may now receive negative feedback. 
Related to guest service, I am not supposed to raise my voice or be rude to any customer, although this situation led me to lose my calm. The guest was extremely rude to me since his online payment was not showing on our device and the transaction got cancelled. I tried to make him understand, politely, that the money was going to be refunded to his account and that this may take time, however, he instantly needed his money back, all the way being rude to me. Overall, the brand loyalty rate of the organisation can decline but Marriott can resolve it, although guests may not further behave rudely with workers. According to Goleman’s Theory of EI, 80% of success within the workplace is determined by emotional intelligence (Kanesan and Fauzan, 2019). Salovey and Mayer’s Theory believes that both interpersonal and intrapersonal emotions can help improve EI.
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Active Experimentation
	Specific
(S)
	Measurable
(M)
	Achievable
(A)
	Relevant
(R)
	Timeline
(T)

	To improve my time management skills
	Improve by at least 70%
	· Creating own schedules
· Setting own deadlines
· Delegating tasks and setting goals
	Time management challenges revolve around coping with course assignments while completing them on time (Martin, Stamper and Flowers, 2020)
	2 months

	To enhance my emotional intelligence
	Enhance by at least 80%
	· Attend online courses and webinars
· Take help from peer support
· Manage anger, listen actively, empathise, stay positive, adhere to feedback, communicate clearly and be open-minded
	Emotional intelligence is the ability to identify, understand, use, manage and express emotions (Kotsou et al., 2019)
	7 months

	To develop my analytical skills
	Develop by at least 40%
	· To seek mentorship and feedback
· Enhance personal experiences
· Think and analyse critically
	Analytical skills can assemble team members correctly and conceive talent within an organisation (Bals et al., 2019)
	5 months


Table 1: Action Plan
(Source: Created by the learner)
The strategies outlined in the action plan are relevant in terms of enhancing communication, task management, guest services, teamwork and personal skills. I believe that I may be able to focus on front-desk operations at Cardiff Marriott through effective learning, training and development measures outlining technical knowledge and work-based skills.
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From the above discussion, it can be derived that the importance of shadowing experience within the field of guest service through front-desk operations relates to the growth of customer service skills. Customer service skills are likely to ensure the growth and development of business operations and its presence through work-based skills can empower employees to ensure their best for an organisation in the long run. From a different perspective, technical knowledge is essential to conduct online transactions nowadays while setting guest service standards can increase customer loyalty. The value of vocational and personal development is that it ensures employment opportunities.
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